in jobs that are organized around face-to-face or voice-to-voice interactions. Interactive service work, such as sales or sex work, generally requires some form of emotional labor. Emotional labor, by definition, refers to the conscious attempts of workers to bring aspects of their emotional display, or their emotional reactions, in line with corporately mandated emotion or display rules to create particular feeling states in others (Hochschild, 1983) .
Although the bulk of early studies in this area focused on the emotional labor performed by interactive service workers (Leidner, 1993) for the benefit of their clients or customers (Hochschild, 1983; Rafaeli & Sutton, 1990; Sutton, 1991) , more recent studies have also examined the emotional labor performed by paraprofessionals for the benefit of the professionals for whom they work (Lively, 2001 (Lively, , 2000 Pierce, 1999 Pierce, , 1995 . These studies, while providing tremendous insight into different aspects of emotional labor, tend to gloss over the triadic nature of service work (Leidner, 1993 (Leidner, , 1996 (Leidner, , 1999 , which reflects the interdependence of customers, workers, and managers. Although a small number of studies (Leidner, 1993; Fuller & Smith, 1991 , as cited in MacDonald & Sirianni, 1996 have documented the ways in which customers have the ability to both strengthen and undermine management's attempt to regulate workers, there has been very little empirical work concerning the ability of customers to affect the relationships that exist between workers and managers.
Following the same trend as that found in the literature on service work, previous research on emotional labor in law firms has focused almost exclusively on the emotional labor performed by paralegals for the benefit of attorneys, the emotional labor performed by attorneys for the benefit of clients (Pierce, 1995) , or the reciprocal emotion management performed by paralegals for the benefit of other paralegals (Lively, 2000) . These studies, for the most part, have been limited to paralegals working in midsized to large law firms who specialize in the commercial or corporate interests of clients and tend to have relatively limited client contact.
In contrast to these previous studies, the purpose of this article is to examine the emotional labor performed by paralegals working in small consumeroriented law firms who have increased levels of client contact. By focusing on small consumer-oriented law firms, in which paralegals interact with clients as frequently-if not more frequently-than they do with attorneys, it is possible to determine if the nature of the emotional labor performed by consumer-oriented paralegals differs from that performed by commercialoriented paralegals employed in larger firms. Because I am comparing two types of workers within the same occupational niche, consumer-oriented paralegals versus commercial-oriented paralegals, the effect of client contact will be much clearer than had I compared two separate occupations that Lively / CLIENT CONTACT AND EMOTIONAL LABOR 199 require different educational backgrounds, skill sets, wardrobes, and so forth, for example, nurses versus construction workers. Focusing on a single occupational category, this article will illustrate that paralegals working in small consumer-oriented firms or specialties have different audiences for their emotional labor than those paralegals working in more commercial-oriented firms or specialties. By comparing workers who are distinguished primarily by their level of client contact and the type of service they provide as a result of that contact, it is possible to examine not only the effect that increased levels of client contact has on the worker-client relationship (see McCammon & Griffin, 2000) but also the effect that it has on the interpersonal relationships that exist between workers and management. In particular, this article will address the effect that increased client contact has on the paralegal-client relationship as well as its affect on the interpersonal relationships that exist between paralegals and their attorneys. Given the very nature of legal practice in the United States, consumer-oriented firms tend to be much smaller than commercial firms; as a result, the effects of the size of firm and the nature of the law practiced are conjoined in such a way as to make them inseparable for the purposes of this analysis.
THE PARALEGAL-CLIENT RELATIONSHIP
Paralegals by definition are a distinguishable group of persons who assist attorneys in the delivery of legal services. "Through formal education, training, and experience, legal assistants have knowledge and expertise regarding the legal system and substantive and procedural law which qualify them to do work of a legal nature under the supervision of an attorney" (National Association of Legal Assistants [NALA], 2000) . Despite the fact that all paralegals share the same occupational title, the job descriptions provided by individual paralegals are often remarkably dissimilar. One of the most striking differences in the reported job content of paralegals in the United States is their varying degree of client contact, either in terms of assisting attorneys with clients or conducting interviews and meetings without attorney supervision (NALA, 2000) . This discrepancy in client contact alone suggests that paralegals experience the worker-client relationship in different ways (McCammon & Griffin, 2000) and that the expectations that they provide emotional labor, as a result of these differences, may vary (Leidner, 1996) .
The differences in client contact reported by paralegals are not arbitrary, but, instead, are shaped by both the size of the firm in which the paralegals are employed and the type of law practiced. For example, paralegals who work in more commercially oriented specialties are less likely to have client contact 200 WORK AND OCCUPATIONS and are more likely to spend their time dealing with paperwork or with other legal professionals (NALA, 2000 ; also see Pierce, 1995) . Paralegals who work in more consumer-oriented specialties, on the other hand, are more likely to spend the majority of their time dealing directly with clients whom their attorneys represent and filing the paperwork when they have the chance. For the purpose of this discussion, the term commercial-oriented refers to specialties that are oriented toward legal matters involving corporations or companies, such as patent law, contract law, or any other type of litigation in which corporate interests are represented, whereas consumer-oriented refers to legal matters involving individuals, such as probate, consumer bankruptcy, divorce, plaintiff's medical malpractice, and so forth. The majority of paralegals in this study who were employed in small law firms and all of those employed by solo practitioners practiced consumer-oriented law. Despite the fact that the vast majority of U.S. workers are concentrated in the service economy (MacDonald & Sirianni, 1996) , the worker-client relationship and the effect that it has on the expectation that workers engage in emotional labor has remained relatively understudied (Leidner, 1993 (Leidner, , 1996 McCammon & Griffin, 2000) . In their recent review of the worker-client relationship, McCammon and Griffin (2000) argued that at the core of the service worker-customer encounter is a transaction. In its simplest form, the worker supplies a service, and the customer consumes it. "The encounters are of variable length, from fleeting to semi permanent, and may or not be repeated, but the service is often intangible" (p. 278). Leidner (1993 Leidner ( , 1996 , however, has proposed quite effectively that the worker-client relationship, albeit intangible and sometimes fleeting, has the ability to shape emotional labor transactions and that the mere presence of clients has the ability to problematize traditional worker-management interactions.
In interactive service work, we find not a stable pattern of workers and managers acting on interests that are directly opposed to each other, but a complex dynamic in which each of these three groups of participants has interests that bring them sometimes into alliance, sometimes into opposition with the other two. (Leidner, 1996, p. 39) In her study of fast-food workers and insurance agents, Leidner (1993) found that the three-way play of interest could either result in workers having less room to maneuver than they would if customers were not present or in managers giving workers increased leverage with which to control service interactions. Whereas the fast-food workers, who were typically viewed by management as unskilled and replaceable, tended to face increasing routinization of their jobs (including their emotional labor), the insurance agents, who were relatively well educated and/or highly trained, were Lively / CLIENT CONTACT AND EMOTIONAL LABOR 201 expected to face a wide range of scenarios during their interactions with clients and were, therefore, given greater leverage in terms of the interactional scripts that they could use. Despite the increased leverage granted Leidner's insurance agents by management, her analyses were focused almost exclusively on the effect that this change had on their ability to interact with clients and paid scant attention to how this increase in personal autonomy affected their ability to interact with the managers themselves. Although a small number of consumer-oriented paralegals in this study had been subjected to routinization, which they, themselves, likened to recent trends in the fast-food industry, others had been granted the leverage, by their attorneys, to deal with clients in whatever ways they deemed appropriate. This leverage, as I will show, not only allowed paralegals to better control their interpersonal encounters with clients but also freed them from some of the interpersonal obligations to attorneys that constrain their more commercially oriented counterparts.
METHOD
For the purposes of this study, I chose to study emotion management in law firms. Whereas previous studies detailing emotional labor in law firms were set in "super large firms" or legal departments in large corporations (Pierce, 1995) , I chose to focus my attention on paralegals working in several different types of privately owned law firms. I purposefully excluded legal departments of corporations, because attorneys (at least managing partners) in privately owned firms seem to have greater behavioral and emotional discretion in their dealings with paralegals and are less likely to be constrained by corporately determined guidelines. In addition, job descriptions for paralegals employed in privately owned law firms are more likely to be loosely defined and determined by the needs of individual attorneys (and in some cases, clients). Finally, by including different-sized firms that specialize in a variety of legal services, I would be better able to discern differences in paralegals'relationships with both attorneys and clients and, subsequently, differential expectations regarding emotional labor.
The respondents in this study were collected through snowball sampling, a method by which one increases the number of respondents by asking each participant already in the study to recommend others for interviewing (Websdale, 1999; Weiss, 1994) . The sample on which this article is based consists of 43 women and 8 men and was drawn from five midsized to large cities located in the midwestern, southeastern, and eastern regions of the United States. Five of the women and 1 of the men are African American. The
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WORK AND OCCUPATIONS remainder of the sample is White. The age of the paralegals ranged from 24 to 58: 11 of the women and 2 of the men were in their 20s, 17 of the women and 3 of the men were in their 30s, 13 of the women and 2 of the men were in their 40s, and 2 of the women and 1 of the men were in their 50s. These statistics are consistent with previous studies on paralegals and legal assistants (Johnstone & Wenglinski, 1985; NALA, 2000; Pierce, 1995) . Tables 1 and 2 provide the breakdown of the size of firm and the types of law primarily practiced. For theoretical reasons noted above I have collapsed the types of law into two larger categories: commercial oriented and consumer oriented.
Although some of the paralegals worked together, no more than 5 paralegals were sampled from the same firm. Of the 31 firms represented in the sample, some were large generalist firms in which most types of law were practiced, whereas others specialized in single areas of law such as medical malpractice, consumer bankruptcy, domestic law, workers' compensation, and so forth.
All of the interviews followed a loosely structured outline that solicited the respondents' stories regarding the demands of their jobs, situations on the job in which they experienced stress, and the strategies that they used to combat that stress. In the interviews, which lasted approximately 1 to 2 hours, I specifically asked them if they had ever experienced emotions in response to these stressors that they felt compelled to hide. I also asked about the extent and the nature of their contact with clients and other legal professionals. Basic demographic information and job descriptions were collected at the beginning of each interview to put the respondent at ease, and I ended each interview by asking what type of advice the respondent would give to a new paralegal starting work at his or her firm. All of the interviews were Johnstone and Wenglinski's (1985) classification of law firms, because I separated paralegals employed by solo practitioners into their own category. Johnston and Wenglinski defined small law firms as firms with fewer than 10 attorneys (including solo practitioners), medium-sized firms as firms with 10 to 50 attorneys, and large firms as firms with more than 50 attorneys. According to the National Association of Legal Assistants' annual survey (2000), 59% of its membership was employed in firms with fewer than 10 attorneys.
conducted in person, face to face, and were tape-recorded so that they could be transcribed at a later date. All names and uniquely identifying details have been changed to ensure the confidentiality of the subjects.
PARALEGALS AS EMOTIONAL MANAGERS
Since the mid-1980s, there has been an increasing sociological interest in the occupation of paralegal, both as its status as a satellite occupation (Johnstone & Wenglinski, 1985 ; also see Etzioni's, 1969, discussion of The SemiProfessions and Freidson's, 1970 , discussion of paraprofessionals) and as a site for the study of emotional labor (Lively, 2000 (Lively, , 2001 Pierce, 1999 Pierce, , 1995 . Although Johnstone and Wenglinski (1985) failed to recognize the emotional component of paralegal work, subsequent studies have agreed that paralegals are often required to adhere to both informal and formal norms of professionalism, deference, and caretaking, all of which serve to reaffirm the status 204 WORK AND OCCUPATIONS NOTE: N = 51. Although most paralegals reported having more than one specialty, they are classified by the area that they identified as their primary specialty.
hierarchy within law firms, as well as the corresponding gender hierarchy outside of law firms to the degree that the majority of attorneys are male and the majority of paralegals are female (Pierce, 1995) . For paralegals working in privately owned law firms, being professional required that they have the requisite skills, knowledge, and ability to do whatever it was that they were asked to do and to maintain a credible front while they did it (Lively, 2001) . Being deferential meant that paralegals needed to accept attorney anger or rudeness without retaliation and to not respond to being continually interrupted or treated as invisible, in light of attorneys' inherent uninterruptibility or inapproachability (Lively, 2000; Pierce, 1995) . And finally, in addition to paralegals being required to manage their own emotional reactions to being interrupted or treated as invisible, they were also often called on to actively manage the emotions of attorneys, often using various gendered caretaking behaviors such as nurturing, mothering, cheerleading, political advising, and being all around yes men (Pierce, 1995) .
Although Pierce (1995) discussed the effect of the attorney-client relationship on attorneys and the differences that existed for male and female litigators, she did not discuss the effect of the paralegal-client relationship on paralegals. Nor did she discuss the degree to which paralegals were required to perform emotional labor for the benefit of clients. Given that emotional labor studies began with the study of workers and their clients, how could this have happened? One possible explanation is that the paralegals in Pierce's study did not engage in emotional labor for the benefit of clients to the same extent that they were required to engage in emotional labor for the benefit of attorneys. Indeed, the paralegals in this study who were employed in larger, more commercial-oriented firms were much more likely to discuss their problematic relations or encounters with attorneys than they were to discuss their interactions with clients.
But not all paralegals work in big firms or on big cases dealing with the interests of large corporations. And not all paralegals deal primarily with attorneys or other legal professionals trying to schedule depositions or to request legal documents for discovery. What about paralegals who work in small firms, handle small cases, deal with clients with small budgets, and report to attorneys who are motivated limit their own client contact? What about paralegals who work not with liens or commercial interests but with individual clients whose spouses have died, whose marriages have ended, and whose homes have been repossessed? How do these paralegals experience the worker-client relationship and how different is the emotional labor that they are required to perform from that required of their commercialoriented counterparts?
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CONSUMER-ORIENTED PARALEGALS
Of the 14 paralegals in this study who identified themselves as working in consumer-oriented specialties, 9 reported having extensive client contact that they experienced as personally stressful, and 7 of the 9 worked in small offices where they had primary responsibility for screening potential new clients and dealing with established cases.
1 The two paralegals who were not located in small firms (or solo practitioner's offices) worked in highly specialized departments within larger firms and viewed themselves as socially isolated from the larger corporate environment; indeed, 1 woman described herself and her two attorneys as working in a "specialty boutique" within the walls of a corporate firm. Regardless of the actual size of their firms, all 14 were concentrated in the substantive areas of consumer bankruptcy, domestic/ divorce, plaintiff's medical malpractice, and plaintiff's personal injuryspecialties that center on clients' personal well-being and/or personal suffering. In addition, with the exception of the 2 working in the larger firms, these paralegals were the most likely, of those in the sample, to work with cases that were billed on a contingency basis.
Contingency cases are cases in which the clients are only required to pay for office supplies and filing fees; the paralegals' and the attorneys' time are not billable on an hourly basis, as is the case other types of litigation. Instead, the paralegals' and the attorneys' time are only compensated if the client receives a favorable settlement. It is only after the settlement has been awarded that the firm is granted, typically, no more than 40% of the total amount, regardless of the number of hours worked by the attorneys and the paralegals. Given the risks associated with contingency cases, attorneys who accept them are motivated to increase their caseload while at the same time decreasing the amount of time that they spend dealing with the needs of individual clients.
CONSUMER-ORIENTED LAW-DEALING WITH FIRST-TIME FILERS
In The Managed Heart, Hochschild (1983) argued that the need for flight attendants to engage in emotional labor increased dramatically during the late 1970s, when airlines were deregulated and companies began engaging in price wars to attract a broader base of clientele (p. 91).
With deregulation of the airlines, the price of tickets dropped and the "discount people" boarded in even larger numbers. Aboard came more mothers with 206 WORK AND OCCUPATIONS small children, who leave behind nests of toys, gum wrappers, and food scraps, more elderly "white-knuckle flyers," more people who don't know where the restrooms, the pillow, and the call button are, more people to wander around wanting to go "downstairs." (pp. 123-124) In some sense, the majority of individuals who use the services of consumer-oriented attorneys, or attorneys who take cases on a contingency basis, are very much the socioeconomic and sociocultural equivalents of Hochschild's first-time flyers. Specifically, these clients tend to be less affluent, less educated, and less familiar with legal proceedings. They also tend to be more emotionally distraught and more distrustful of attorneys. As a result, these types of clients require more attention, patience, and emotional labor from paralegals.
Unlike the commercial-oriented paralegals in this study, who were more likely to report the need for individual emotion management as a result of their interactions with attorneys, the consumer-oriented paralegals were much more likely to cite their interactions with clients as the cause of the majority of job-related stress. Factors that contributed to their assessment of their interaction with clients as stressful, and therefore required emotional labor, typically centered on three recurring themes: the emotional states of the clients with whom they dealt; the demanding behavior of the clients that stemmed, in large part, from their lack of understanding of legal procedures; and their own roles as gatekeepers or what one male paralegal referred to as "the first line of defense" (also see Frenkel, Korczynski, Shire, & Tam, 1999) . These three themes were unique to the consumer paralegals in this study; indeed, with the exception of a handful of instances in which commercial paralegals were required to deal with irate clients in the absence of their attorneys or their attorneys' secretaries, these themes were conspicuously absent from the narratives of the paralegals who practiced commercial-oriented law.
oriented law itself and the emotional states of the clients with whom they interacted on a daily basis. Tracey Styvers, the 29-year-old divorce paralegal who had previously described her workgroup as a "specialty boutique," explained, I think our clients are in the most needy stages of their lives, as opposed to other types of litigation. They are so needy, you know, so scared. It's very traumatic. We see them at their worst. We see all their weaknesses. [As a result] we do have clients that call very angry or very stressed out, freaked out. You know, just totally panicked. And a lot of times . . . if you're not careful, it can be contagious. You know, someone calls you in a panic; you have to be careful not to panic, too. It was harder for me at the beginning than it is now. I've been doing this for almost 5 years, [but] there are various situations [that still get to me].
Tracey's comments, like many of those that follow, suggest that a good deal of the emotional labor required of consumer-oriented paralegals is to truncate their own emotional responses to the clients'emotional crises so that they can gain control of the situation, much in the same way that the commercial paralegals in previous studies were required to quell their own negative emotions when dealing with the oftentimes misplaced anger of attorneys. To put it another way, just as members of the medical professions are required to manage their own and their patients'emotional reactions so that they can provide care (Anspach, 1993; Chambliss, 1996; Freidson, 1970; Parsons, 1951) , these paralegals are required to manage their own and their clients'emotional responses so they can get on with the business of practicing law.
Peter Hamilton, a 33-year-old divorce paralegal employed by a solo practitioner, told me that he spent the majority of his time "putting out fires." When I asked him how much of putting out fires had to do with "he said, she said," rather than legal issues, he replied, It's all that way. [Because] Number 1 you're dealing with people in their most emotional state of all times-only death, in an individual's life, is probably equally as emotional as a divorce.
[But] I'm getting better at controlling that, because even though it is very difficult to separate the two and-separate the legal and emotional-still, our goal is to reach some legal end. But being that their emotional state is in such disarray, you can't really separate the two . . . so you have to listen a little bit, and then you have to give them their options a little bit, and then you just have to sometimes say, "We shouldn't be worrying about that now. That's not important-he or she just trying to push your buttons. It doesn't mean anything. So, I'm sorry that it upset you, but let's get beyond that."
WORK AND OCCUPATIONS
Although these divorce paralegals spoke of divorce as being one of the most stressful events of clients' lives, Gary Adams, a 45-year-old consumer bankruptcy paralegal, made a similar observation regarding his own specialty:
Bankruptcy, I'm sure like domestic work, is a very emotional procedure for the people involved-the clients. Generally, by the time a client comes to see us to file a bankruptcy, they probably should have come to see us 6 months or a year ago. They probably have waited too long [and] they are just completely blown away with people collecting from them and threats of repossessions or foreclosures on their homes. . . . So . . . when the clients come in here-although it should be just a simple business transaction, it's not. It's a very emotional situation, and it tends to remain that way throughout the course of the bankruptcy.
Timothy Fellows, who worked in the same office as Gary, also cited the emotional component of dealing with clients when I asked him what he found the most stressful about his work:
[I would say] the volume of work and just the unending sadness, [which] I think, is [actually] the hardest thing-just the unrelenting sadness of almost everyone that's sitting where you are. Because, naturally they are all in difficult situations-that's just the nature of this kind of practice. . . . But, I've found that very difficult to deal with-more than I would have anticipated.
And Lottie Waltham, a 33-year-old consumer bankruptcy paralegal with experience working with both debtors and creditors, recounted an emotionally disturbing incident involving a Chapter 7 client:
I had a client come in to file a Chapter 7 bankruptcy. He was 75 years old, and he had . . . entered into a contract. He was in business, and he couldn't fulfill his end of the contract. And his only recourse at 75, 76, was to file this bankruptcy. This gentleman sat in this room and cried, just sobbed his heart out. You know, his wife was suffering from dementia. I mean just anything that you could imagine go wrong, went wrong, and I just felt horrible.
Later in the interview, Lottie stated that, although she practiced both debtor and creditor bankruptcy, she preferred dealing with the creditor side because those cases were simply files. Debtor cases, in contrast, were not "just files" but involved "real people" and were therefore much harder for her to deal with emotionally. This was a common observation among paralegals who worked both sides of a specialty or had switched sides at some point in their career.
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Although dealing with the sadness or the emotional states of clients may have been emotionally wearing on the paralegals who found themselves in the position of counselor or therapist, it also had an additional cost: namely, the amount of time that it took away from their other responsibilities. This was particularly true for paralegals working in small firms that handled large numbers of contingency cases, which tended to yield small economic returns for the attorney and, consequently, for the paralegals themselves (NALA, 2000) .
Elizabeth Conner, a plaintiffs' personal injury/workers' compensation paralegal, for example, was required to answer incoming calls from "potential new clients." She explained how dealing with clients and their usually negative emotions interfered with her ability to meet other job-related demands because of the need to treat each incoming call with consideration and concern to protect herself, the attorney, and the reputation of the firm. Elizabeth's comments are consistent with Fuller and Smith's (1996) observation that in service work encounters, customers (especially potential new customers) act in many ways like managers in the sense that customer feedback, or the fear of customer complaints, exercises control over workers' willingness to provide quality customer service:
Our office can get anywhere between 10 and 20 new inquiry calls a day . . . and the paralegals are responsible for taking those phone calls, getting the information, and getting it to the attorney, who decides whether or not we're gonna take the case. . . . These people-we call them PNC [potential new clients]-have been injured. They think, rightly so-they've been injured, they've got a valid case . . . [so] they don't understand why our office cannot be of help to them. But we can't. We can't help everybody that calls us. So when you call them back and say, "We can't be of help to you, and this is why," you have to remember that it's a P.R. thing [because] you don't want them bad-mouthing you all over the city. You have to handle them with kid gloves. But they don't think too much at all about being abusive to you, because . . . they don't care about you. I mean, they're mad. They've been hurt and you're not going to help them, and they're angry.
Gary Adams and Timothy Fellows were also required to handle the initial screening of potential new clients and any subsequent interactions up to the time that the case was taken to court; however, their firm was structured in such a way to actually limit the paralegal-client interactions to encounters and to prevent the creation of more time-consuming personal relationships (Gutek, 1995 In her discussion of the changing nature of service work, Gutek (1995) distinguishes between two models of service: encounters and relationships. According to Gutek, the essential differences between encounters and relationships result from whether the provider and the customer have developed a shared history of interaction, they can anticipate interacting again in the future, or all providers can be considered functionally equivalent (p. 8). Although Gary's attorney believed that the encounter model of service was more efficient and, therefore, increased the number of clients that his paralegals would be able to see in a day, it meant that the paralegals were forced to meet with clients, get the requisite information, reject the clients' bids for a more personal relationship, and file the corresponding paper work within one hour lest they fall behind later in the day. Closely related to interpersonal dilemmas faced by fast-food workers as a result of managers' attempts to routinize their interactions with customers (Leidner, 1996) , the conflicting needs of attorneys and clients, at least in this particular firm, put the paralegals under a tremendous amount of pressure to gain the upper hand with clients and do it quickly, despite the clients' desire for more timeconsuming personal treatment. Gary explained, An average interview-this is our appointment schedule here [gestures to a schedule taped to the wall]. I schedule on the hour. It was explained to me real early on that you have to be able to get through an interview-and I've got one hour per client. Whether it's a new client or an old client that is just coming back to modify something-it may be a 5-minute or 10-minute visit. But, if it's only 10 minutes, then hey, I've got 50 minutes left of that hour to get my other shit done-you know all that other stuff that's been stacked up waiting to be done. Although Gary had trained Timothy to use a similar approach, and Timothy had observed Gary for 3 weeks prior to receiving his first case, Timothy, at the time of the interview, continued to have difficulty curbing his own and the clients' emotionality. Timothy's inability to reject the clients' bids for a more relationship-oriented model of service had taken a toll on his ability to do meet the task-related demands of his job and was beginning to affect both his physical and mental well-being:
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You are dealing with people everyday who are in dire desperate straits . . . and every day have to tell them, "You have to give up your house. You have to give up your car." And it's very, very wearing, at least for someone like me. . . . Part of it is my nature-I'm just not a confrontational person. . . . Maybe I need to learn to be a little blunter. . . . I think that's one of the reasons that I haven't been able to keep them at the distance I need to sometimes. I haven't learned to manage that sort of situation yet, but I'm getting better at it.
As these quotations suggest, these consumer-oriented paralegals found themselves dealing with the emotional states of disgruntled, angry, scared, and depressed clients on a daily, if not hourly, basis. Whereas some paralegals found the emotional states of their clients emotionally disturbing or potentially contagious, others found them frustrating and annoying because of the time that they took away from the real business of getting the necessary information and filling out the requisite documentation. For some, those feelings were enhanced by the imposition of scheduling requirements by attorneys that forced them to shortchange their clients on the type of personal or compassionate service that their clients desired. As has been foreshadowed, particularly by Gary and Elizabeth's comments, paralegals in consumeroriented law also found their clients to be quite demanding-not only because of their demands for emotional labor but because of their lack of familiarity with legal proceedings and their hesitancy in dealing with attorneys.
DEMANDING CLIENTS-LACK OF KNOWLEDGE
Just as nurses complained about patients who were overly concerned with relatively routine medical procedures (Chambliss, 1996) , several of the consumer-oriented paralegals in this study spoke disparagingly about the lack of legal knowledge that clients brought with them into, what the paralegals viewed to be, rather routine legal proceedings. Although some consumer-oriented paralegals attributed clients' lack of knowledge simply to ignorance, others attributed it to their overall irrationality that resulted from the emotionally charged nature of the proceedings (see Elizabeth's comment above). Clients'ignorance of particular legal proceedings seemed to be a particular problem for the bankruptcy paralegals who routinely filed complex debtor plans that most clients did not understand. When I asked Lottie Waltham, for example, if she had ever felt the need to hide certain emotions while at work, she grimaced:
There's one particular client, a Chapter 7 debtor, who calls me six or seven times a day. Every time he finds a bill lying around the house, he will call me and say, "Did you get this one on there? Did I remember to give you this one?"
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WORK AND OCCUPATIONS And again, I mean, personality-wise . . . he just really irritates me to begin with. But to call me six or seven times a day really, really irritates me.
Gary Adams made a similar comment about the unnecessary "hand holding" that he was often required to provide for clients who simply failed to understand the nature of bankruptcy proceedings:
Dealing with the emotional needs of clients in a way that is not-in a way that you shouldn't have to.
[Because] if they understood the proceedings, logically, they wouldn't be calling you-but it's bankruptcy. . . . [For example], if one of our clients gets a bill in the mail [after we file the bankruptcy and after they are protected] . . . it's not untypical for them to pick up the phone and call us in a panic-sobbing with panic because they received this bill and they want to know [what] this means. Does this mean that they're going to lose their car? Does this mean that they're gonna lose their home? Does this mean that they are going to lose their paycheck? Even though that's not a logical reaction. . . . If they would take the time to open the mail and look at it, they would realize what it is.
[But] they are so far beyond making logical decisions that they need somebody to say, "It's okay, Bucky, everything's gonna be fine. Don't worry about it, everything's taken care of."
And Emily Bennet spoke of her interactions with individual buyers and sellers during real estate closings, which, like bankruptcies and divorces, rarely went as planned:
[There were a lot of times where I had to bite my tongue] in real estate closings, because [the clients] were so upset, because they wanted to close on a certain day, and if some reason, like a title problem, came up with the property, you know, they'd say that they had to close that day. And, I'd say, "Well, I'm sorry." I mean, I'll try to be apologetic [but that's the way it is]. I'll say, "I'm sorry, but this is what has to be done. We have a [legal] right to postpone the closing." I try to keep my cool . . . because [I know] I'm just getting their stress because something's not getting done like they wanted.
Unlike paralegals who have little or no contact with clients, these consumer-oriented paralegals dealt with numerous interruptions or instances in which they were required to manage their own and clients' negative emotions-much in the same way that paralegals in commercial-oriented firms faced daily interruptions from attorneys (Lively, 2000; Pierce, 1995) . Many of the interruptions faced by consumer-oriented paralegals stemmed from the clients' emotional states caused by the nature of the problem that required them to seek legal counsel in the first place, whereas others originated from the clients'lack of knowledge regarding specific legal proceedings.
Another component of clients' lack of legal expertise was their basic unease in dealing with the attorneys who represented them. Part of clients' Lively / CLIENT CONTACT AND EMOTIONAL LABOR 213 reluctance to deal directly with attorneys was financial, although others simply seemed more comfortable dealing with the paralegals with whom their initial interaction took place. As a result, some paralegals were forced to play mediator between clients and attorneys, even when they were ill equipped to do so or their services seemed superfluous. When I asked Tracey Styvers about the nature of her relationship with clients, she replied,
The clients definitely tend to bond with me-the paralegal-and sometimes with the secretaries, too, more than the lawyers. Although Tracey's comments speak to clients' lack of experience with legal proceedings and in dealing with attorneys, they also touch on the last point of difference that distinguished the job descriptions of paralegals working in larger commercial-oriented firms from those working in smaller consumer-oriented firms: specifically, acting as a buffer for clients and attorneys. Whereas Tracey reported doing this for the benefit of clients, other paralegals reported doing it for the benefit of the attorneys, which, again, supports Leidner's (1996) view that service workers are not only required to align themselves with the needs of customers against those of management but also with the needs of management against those of customers or, in this case, clients.
CONSUMER-ORIENTED PARALEGALS-THE FIRST LINE OF DEFENSE
Unlike paralegals practicing in large commercial-oriented firms, who were more likely to be assigned to cases that were brought in by attorneys and to have relatively limited client contact, paralegals working in smaller consumer-oriented firms often found themselves cast into the role of the first line of defense, in the sense that they are usually responsible for screening incoming clients and dealing with the majority of client interactions (Frenkel et al., 1999) . Much in the same way that hospital social workers act as buffers 214 WORK AND OCCUPATIONS for medical organizations by protecting physicians, nurses, and other health care providers from the labor-intensive tasks of social interaction with patients and their families during stressful times (Heimer & Stevens, 1997) , paralegals in consumer-oriented firms act as organizational buffers for the benefit of attorneys. Their roles as buffers stemmed from the nature of consumer-oriented law, especially for those paralegals who dealt with cases that were taken on contingency or in other situations in which attorneys had greater incentive to pass off as much work as possible to their less expensive legal assistants.
3 By passing the bulk of the more time-consuming and emotionally draining client contact on to paralegals, the attorneys working in consumer-oriented specialties were able to increase the number of active cases on which they were working, which, in turn, increased their likelihood of making a profit.
As a result of consumer-oriented attorneys' need to limit their real-time contact with clients, who may or may not have lucrative cases, some paralegals, like Elizabeth Conner, Gary Adams, Timothy Fellows, and Judy Billings, described themselves as gatekeepers, in the sense that they were responsible for screening clients as they came into the organization. Whereas Elizabeth was in the position of getting the information from potential new clients and then calling them back and letting them know whether her attorney was interested in their particular case, Judy Billings actually had the authority to decide what cases her attorney would or would not handle:
If we had a client that calls in, a potential client that calls in, I can tell right away if that person is going to be easy or hard to get along with. I have the freedom to say, "We're not interested in your case." Because if I can't work with them, chances are he's not going to be able to work with them [either] . And he gives me extreme freedom in that area. . . . His theory is if he can pay me to do all the little things, so that all he has to do is concentrate on litigation and trial workthat's what's important to him, doing the heavy-duty stuff. If I can do all the background work and do all the preliminary stuff, then that makes him happy.
Although the other consumer-oriented paralegals in this study did not have Judy's freedom to choose which cases their attorneys would or would not accept, most did report having at least some say in which cases were taken. Despite their ability to proffer input, however, the majority viewed their gatekeeping role as limited to collecting the relevant information from the client and dealing with the emotional consequences of that information so that the attorney could do his or her job more effectively. When I tried to pin down Tracey Styver's actual level of involvement in the divorce proceedings, she replied, Actually, divorce paralegals are very, very active. I screen all the clients before they come in . . . and generally meet with the client and the attorney for their first meeting. And then if they hire us or if we take their case, I basically work with the client one on one for several months without the attorney. Getting discovery ready, preparing for depositions, talking about settlement. . . . We take the big . . . money, big nasty divorce cases that go on for 2 years, and so in a lot of cases I talk to clients . . . several times a day. And it's "What happened last night? What happened this morning?" It's pretty much a blow-by-blow kind of reporting thing and so I spend a good 6 months to a year [or longer] with the client, getting ready. Once we're ready for depositions then-then I get the lawyer ready.
Timothy Fellows responded similarly when I pressed for the paralegals' level of involvement in his firm and the roles that they played in relation to the solo practitioner for whom they worked:
Our job is to be the first line defense-to do as much of the work as we can do, so . . . he'll have to do less of the simple stuff. That's why we're here. . . . The three of us are the first people you see when you walk in the door. We're the first line for all the phone calls-that's why we're here. Because there's no way [one] attorney, or two attorneys could handle this kind of practice-the volume that we have, and do this stuff their selves. It would be impossible.
5
Other ways that paralegals found themselves acting as buffers was through the screening of phone calls. Despite the fact that paralegals are prohibited from dispensing legal advice (NALA, 2000) , several ran interference between clients seeking information and attorneys who were too busy to take the call. Paralegals like Mandy Howell, who had limited interaction with her attorneys, and Elizabeth Conner, whose attorney habitually refused to return client calls, found this aspect of their jobs frustrating and, therefore, intensely disliked their phone interaction with clients. Adam Jacobs, on the other hand, considered answering calls from clients to be an integral part of his job. In fact, Adam often encouraged clients to call him, despite his inability to proffer legal advice:
When I contact the client-or when they have a question, they call me. . . . What I do, especially when I talk to a client-I usually give them one of my cards and I tell them, "I'm easier to get a hold of than Miss Rogers is. If you have a question, call me." I tell them, "I'll find out the answer for you," and that's what I do.
When I asked Adam if Ms. Rogers was fairly accessible, he grinned: "For me [she is]."
WORK AND OCCUPATIONS
Playing the role of buffer or first line of defense between attorneys and clients seemed to be more or less stressful and, therefore, more or less likely to require emotional labor depending on the individual paralegal's relationships with his or her attorneys. For paralegals who had access to their attorneys, worked for attorneys who returned phone calls, or had attorneys who gave them authority to make real decisions, being the buffer was not a matter of great concern and, in some cases, could be construed as a source of pride. For those paralegals who had less favorable situations, however, this role seemed to increase their job-related stress and decrease their enjoyment of dealing with clients. This finding is consistent with previous studies that have shown that emotional laborers who have more control over their work, or who report higher levels of job autonomy, also report higher levels of job satisfaction than those emotional laborers who do not (Wharton, 1993) .
THE PARALEGAL-ATTORNEY RELATIONSHIP IN CONSUMER-ORIENTED FIRMS
Although all this may suggest that paralegals working in smaller consumer-oriented firms are required to engage in more emotional labor than paralegals working in larger commercial-oriented firms because of their increased interaction with clients, this assessment may or may not be accurate. In particular, whereas paralegals working in consumer-oriented firms may seem more likely to engage in emotional labor for the benefits of clients, they seem less likely to engage in emotional labor for the benefit of attorneys. For example, whereas previous studies have cast the paralegal-attorney relationship in adversarial terms (Lively, 2000; Pierce 1999 Pierce , 1995 , the consumer-oriented paralegals in this study were more likely to describe their relationships with attorneys in more positive terms, despite the occasional comments about someone having an "attorney day." When asked about their relationships with their respective attorneys, Adam Jacobs and Judy Billings replied, I like her-it's almost like we're married. [For example], if I think she's making a bad decision, I tell her so. And lot of times I [do] say, "I told you so."
My attorney and I-we have sort of an unusual relationship, because we're [really] more like brothers and sisters [than employer and employee].
Lively / CLIENT CONTACT AND EMOTIONAL LABOR 217
Although some of the paralegals in Pierce's (1995) study of large commercial firms also attempted to personalize their relationships with attorneys using familial metaphors, the majority centered around "mothering," which Pierce herself argued supported what Chodorow and Contratto (1982) referred to as "fantasy of the perfect mother," or the nonreciprocal fulfillment of the attorneys' needs at the expense of those of the paralegals. The familial metaphors used by the consumer paralegals in this study, however, implied a greater level of equity than those used by the female paralegals in Pierce's study or by Nancy Whittaker, one of the commercial paralegals in this study, who likened herself to a 1950s housewife (as cited in Lively, 2000) .
Gary Adams also spoke of his relationship with his solo practitioner in terms unlike those recorded in previous studies, which reported that paralegals were often required to remain deferential and to refrain from showing anger or even irritation in the face of attorneys' misplaced anger or unreasonable demands. Although Gary and other consumer-oriented paralegals in this study were by no means immune to attorney rudeness or demands that they perceived as unreasonable, they were much less likely to simply accept them. Gary explained, Yeah I mean, if he [the attorney] starts [in about something] and it's just a bullshit thing, I'll make a notation and take care of it later. But, if he's obviously in a fog, which he is a lot of the time, because he'll be talking on the phone, and dictating, and writing notes, and thinking, and he's doing too many things at one time, and he says, "Gary, I want you to do this . . . " [I'm] like, "Goddamn it Edwin, I'm on the phone. I'll come [over] later." And we've worked together long enough, I can do that.
And Lottie agreed:
He can be very demanding, frankly. And, as a matter of fact, he has a reputation of being virtually impossible to work with [laugh] , and I've worked with him for going on almost 7 years now. And, you know, there's times I'm sure that we both drive each other crazy. I think he thinks I talk too much [but then again] when he gets really stress [ed] , he can be a bear. So I guess we're even.
Whereas Gary and Lottie both attributed their relationships with their attorneys to the amount of time they'd worked together (Gutek, 1995) , other paralegals attributed their positive relationships and their more casual interaction styles to the size of the firm in which they were employed; in fact, some paralegals drew direct comparisons between their own experiences and those of paralegals working in larger offices. Mandy Howell, for instance, pitched her answer in terms of the level of familiarity that can be achieved in a small 218 WORK AND OCCUPATIONS firm, which she believes makes her interactions with her attorneys more like a relationship and less like an encounter (Gutek, 1995) : Tracey Styvers, however, who did work in a bigger firm but rarely interacted with attorneys and paralegals outside her work group, discussed her situation in terms of her group's relatively flat, or nonhierarchical, structure. In other words, she believed that it was not the size of her firm that allowed her the opportunity to create positive relationships with her attorneys but rather the organization of domestic practice group:
As far as being a paralegal, one thing that I do not like is . . . that sort of line of demarcation-that attorney/nonattorney, and I've experienced that everywhere I've worked. In this job [at least in my work group], I don't feel that because the two lawyers . . . see me as a partner, which they don't have to do. But they do do that and [as a result] treat me as such. So I don't feel that [demarcation] with the people that I work directly with. That's one thing that I don't enjoy about being a paralegal, and if something happened and [my primary attorney] decided to quit practicing law, I don't know that I would go to another firm and do this [kind of work].
When asked for an example that would illustrate how her attorneys treated her as an equal, Tracey explained that just as her attorneys came to her to vent their negative emotional reactions to clients, she felt equally comfortable going to them for the same purpose. She also told me that she and her attorney go out to lunch together at least three times a week, where they habitually discuss issues regarding work, including their problematic interactions with clients:
We all use each other as a sounding board, just because so many bizarre things happen on a daily basis. I mean, we know so many personal details, or so many things . . . that you would normally never know about someone's personal life. . . . We know about everyone's intimate . . . details of their sex lives and . . . their worst secrets and the worst things that they've ever done and the best things that they've ever done-their fears. . . . So you hear all of this stuff and you can't talk about it outside of the office, and so sometimes you just want to say, "Sit down. I've got to tell you what this person just told me. . . " Or this client whose husband beats the shit out her every day just decided to dismiss Lively / CLIENT CONTACT AND EMOTIONAL LABORher divorce complaint and go back to him because she's scared of him. . . . Things happen, and we definitely talk every day-I mean several times a day, just to sound off to each other, and maybe that's what helps me deal with [my] stress.
The consumer-oriented paralegals in this study spoke of their attorneys not so much in terms of adversaries but in terms of equitable, close, intimate, and even familial relations that were virtually nonexistent among their commercial-oriented counterparts (Gutek, 1995) . Although some paralegals attributed these types of relationships to the length of time they had worked with the attorney, others attributed their closeness to the size of the firm in which they were working, or the relative flatness of the organizational structure. 6 Regardless of why the paralegals experienced these types of relationships with their attorneys, they were, to a certain degree, released from the obligation to engage in emotional labor for the benefit of their attorneys in ways that paralegals working in larger, more commercially oriented firms were not.
CONCLUSION
Despite Leidner's (1993) observation concerning the triadic nature of the relationship between workers, clients, and managers and her subsequent call to "rethink issues of control" (Leidner, 1996) , most of the empirical work exploring the phenomena of worker-client-manager interactions within the service society continues to focus on how the presence of clients affects managers' management strategies and the compliance of workers to both managers' demands for employee performance and customers' demands for customer service. In contrast, little attention has been paid to how the introduction of clients changes the worker-client relationship and how that change affects intraoffice interactions.
Given that the majority of existing studies on service work have examined the work lives of interactive service workers (Leidner, 1993) , the focus on the service outcome, as opposed to the worker-manager relationship, is not entirely surprising. This study, however, allows for a broader analysis, in the sense that paralegals are not typical "interactive" service workers. Paralegals, particularly those employed by consumer-oriented firms, are more likely to provide service vis-à-vis personal relationships-relationships with both their clients and their attorneys (Gutek, 1995) . For instance, the service transactions enacted by the consumer-oriented paralegals in this study tended to be repeated, often over a substantial period of time, and were typically tinged with a heightened degree of emotionality as well as increased substantive 220 WORK AND OCCUPATIONS involvement that went well beyond that of their commercial-oriented counterparts. For almost all of these consumer-oriented paralegals, their initial meetings with the clients were the clients' first encounter with their firm in particular and legal proceedings in general. In some cases, these initial meetings were also the clients' last, depending on whether the paralegals or the attorneys felt that their cases were ones the firms were interested in handling. Even for those paralegals who did not have the final say over who their attorneys represented, all reported a greater levels of involvement and authority at each stage of case development than those reported by paralegals employed in larger commercial-oriented firms. The consumer-oriented paralegals' greater levels of substantive involvement resulted, in large part, from their increased emotional involvement and the interpersonal relationships that they formed with clients. In addition to simply providing a corrective treatment of our understanding of the emotional labor performed by paralegals employed in contemporary law firms, this study allows for a relatively clean examination of the effect that client contact has on the types and the targets of emotional labor performed by service workers in the course of their paid employment. This article also raises the importance of considering such issues as the structural features of workplaces (i.e., firm size or firm organization) and the types of services provided, when attempting to document the occurrence of emotional labor within single occupational categories. Furthermore, by comparing paralegals employed in both consumer-and commercial-oriented firms, this study not only illustrates the effect of client contact on workers' efforts at emotional labor as they are forced to deal with overly emotional clients but also the effect that it has on their emotional and behavioral responses to attorneys.
On one level, this article is simply about the emotional labor required of consumer-oriented paralegals who are forced to deal with emotional clients, many of whom have no prior experience navigating legal procedures or interacting with legal professionals. Unlike their commercial-oriented counterparts, consumer-oriented paralegals spend more of their time (and energy) dealing with the emotional states of clients, explaining routine legal procedures to clients who typically have little or no previous experience with the law, and acting as emotional buffers for the benefit of both clients and attorneys. If one stopped there, it might be fairly easy to conclude that paralegals working in consumer-oriented firms, because of the nature of their relationship to clients, are required to do more emotional labor than paralegals who have less client contact.
But on another level, this article is also about paralegals and their relationships with their attorneys, and on closer examination of paralegal and attorney relationships, consumer-oriented paralegals seem to perform less emotional labor in the course of their interaction with their own attorneys than the paralegals working in other types of law. This lesser expectation of emotional labor in their day-to-day interaction with attorneys, which may be reflective more of degree than absolute difference, seems to provide the consumer-oriented paralegals in this study with more latitude, or to use Leidner's (1996) terminology, "leverage," in exhibiting negative emotion in the office, in countermanding requests, and even, in some cases, receiving reciprocal emotional support. Therefore, the difference in the emotional labor performed by consumer-and commercial-oriented paralegals is not really a matter of more or less but a matter of who and why.
Why are consumer-oriented paralegals more likely to be released from engaging in emotional labor for the benefit of attorneys than their consumeroriented counterparts? Is it the length of the individual relationships as some of the paralegals themselves suggested? Is it the size or the organization of the firm? Is it the content of the law being practiced? Or is it a combination? This study suggests that it is a combination of factors, some of which, such as size of the firm and the type of law practiced, are inseparably conjoined. However, despite the inability to separate these factors, their shared effects may be mediated, in part, by the relationships that are created between the paralegals and their clients and the consumer-paralegals' broader and more in-depth level of substantive involvement.
7
The consumer-oriented paralegals' greater substantive involvement, which, in some cases, entailed anywhere from 6 months to 2 years of intensive preparation before a client ever met with an attorney, undoubtedly yielded consumer-oriented paralegals a position of much greater authority and importance in terms of actual case development. This increased position, brought about by their greater level of client contact, may actually serve to raise their relative status within the firm, compared with the relative status of paralegals working in commercially oriented firms, whose duties tend to be more limited or concentrated at one particular stage of the legal proceedings. This leveling of status relative to attorneys occurs within firms, despite the fact that consumer-oriented paralegal positions are generally considered less prestigious than more commercial-oriented positions because of their association with smaller firms, lower salaries, limited access to secretarial support (NALA, 2000) , and less prestigious clients.
Despite the observation that the service interaction is made up of three parties (Leidner, 1993) , researchers have disproportionately concentrated on the worker-client relationship or the client-as-manager phenomena. Those who have looked to the more complex interaction of workers, clients, and managers, however, have focused almost exclusively on issues of control and 222 WORK AND OCCUPATIONS how the introduction of clients has the ability to both undermine and strengthen managers' attempts at the regulation of employees' levels of productivity, quality of service, behaviors, emotional displays, and so on, as they relate to customer service. This article illustrates yet another side of the relationship that, although previously theorized (Leidner, 1996) , has remained relatively unexplored, namely, the leveling of status differences among workers and management and the conditions under which lower status workers may be released from their obligations to provide bosses with shows of deference and/or caretaking in otherwise hierarchically ordered settings.
NOTES
1. Of the 14 paralegals who were employed in small, consumer-oriented firms, 5 were men (63% of the men in the entire sample). More specifically, 4 of the 5 men paralegals who worked in consumer firms also worked for solo practitioners, whereas 2 of these 4 worked for women attorneys. Although the number of men in the sample prevents me from making conclusions on the basis of gender, part of the differences reported below may, in fact, be a result of gender, in keeping with Pierce's (1995) findings that men and women paralegals engage in different types of emotional labor. However, given the fact that the women paralegals in small consumer firms also tended to show less adherance to norms of deference and caretaking in their interactions with attorneys, it may also suggest that men self-select into jobs that require different types of emotional labor.
2. Another difference between the commercial and the consumer paralegals in this study was the presence (or absence) of secretaries who functioned to serve as an additional line of defense in defending attorneys from the emotional demands of clients. Although a substantial number of the commercial paralegals did not have access to established pathways of secretarial support, their attorneys did. Therefore, unlike the consumer paralegals who tended to be both secretary and legal assistant, the commercial-oriented paralegals were spared from a good deal of seemingly superfluous client contact because it was more efficient (and cost-effective) for the secretaries to deal with it.
3. Although I did not ask for information regarding salary, it was suggested in numerous interviews that paralegals'billing rates tended to be less than half (or, in some cases, even a quarter) of that of their attorneys.
4. Tracey Styvers was the first paralegal whom I interviewed who discussed her interactions with clients as a significant source of stress. When I pressed her on her "actual" involvement with clients, she seemed almost insulted.
5. Gary Adams, the other paralegal in Timothy's office, estimated that their office had 4,000 open cases at any one time.
6. Although some of the consumer-oriented paralegals attributed their familiarity with their attorneys to the length of time they had worked together, this type of familiarity was not reported by commercial paralegals who had worked with their attorneys for comparable numbers of years.
7. Although it is important to acknowledge the conflation of firm size and the type of law practiced for theoretical reasons, this may be less of a problem empirically, given that most firms that specialize in commercial interests tend to be larger than those that specialize in consumer interests; indeed, there were no commercial-oriented paralegals in this study who worked in firms Lively / CLIENT CONTACT AND EMOTIONAL LABOR 223
